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Office of the Secretary

Federal Communications Commission
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Washington, DC 20544

Ms. Erica Myers

Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12" Street, SW

Room 6-A432

Washington DC 20544

RE: TRS Consumer Complaint Log Summaries for June 1,2002 through
May 31, 2003Docket # 98-67

Dear Ms. Dottch and Ms. Myers:

The Louisiana Relay Administration Board (RAB) respectfully submits the enclosed complaint
log alleging a violation of federal minimum standards as it relates to the provisioning of
Telecommunications Relay Service. Hamilton Relay, with corporate offices located at 1001 12
Street, Aurora, NE 68818, is under contract with the Louisiana Relay Administration Board to
provide Telecommunications Relay Service.

Hamilton tracks all complaints and all other customer service activity for the RAB. The RAB’s
complaint summary is associated with the following database categories:

e Ring No Answer -
e Busy Signal/Blockage o o C; —]L{ o
e Relay Not Available 24 hours a day : e

e CA Typing Speed s e

A Contiiry of Public Service



CA Typing

CA Hung up on the Caller

Failed to use recording feature to record answering machines, interactive response
recordings, etc.

Failed to follow proper Emergency Call Handling Procedures

Failed to offer or use proper Speech to Speech Call Handling Procedures
Failed to offer or use proper Spanish to Spanish Call Handling Procedures
VVCO Break-Down

HCO Break-Down

STS Break-Down

711 Problems

ASCIl/Baudot Break-Down

Line Disconnected

Confidentiality Breech

Replaced CA improperly in the middle of a call

Carrier of Choice not Available/Other Equal Access problems

Did not supply information on how to file a complaint with the FCC

Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular mail, outreach
events, at the workstation, etc. Hamilton normally provides a resolution to all complaints within 72
hours. The complaints enclosed are resolved.

Please feel free to contact me at 800-256-2397 or Dixie Ziegler with Hamilton Relay at 800-618-
4781 V/TTY with any questions regarding the above.

With kindest personal regards, 1 remain

Sincerely,

Vs Qo Ll

Vanessa Caston LaFleur, Esq.
Louisiana Relay Administration Board
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Service Complaints—-CA Hung
Up on Caller

Inguire Date 674702
Record 1D 6626

Call Taken By Lead C4
CA Number 1247F
Responded By Derek
Response Date 6/4/02
Resolution 6/4/02

Customer called Lo report that the CA hung up on the Customer.

Customer Service apologized for the inconvenience and advised the Customer that the matter
would be nvestigated. Customer Service offered a Tollow up call, which the caller declined

I'he CA explained that the call connected in voice mode. but there was no response. The CA
then attempied o connect in alternative modes (VCO. HCO, TTY) but received no responsce
fram the text user. The TTY user then hung up. which was verified at the workstation by the
supcrvisor on duty. In addition. the CA was counscled to ensure all procedures were followed.

Service Complaints--CA Hung
Lpan Caller

Inyuire Date 6/11/02
Record 11 6638

Call Taken By Supervisor
CA Number 1199F
Responded By Frediv
Response Date 6/11/02
Resolution 6/12/02

Customer called to report that (A hung up on the Cusioiner. The Customer also reported that
i 100k too long lor the CA 10 answer when she initially called into the rclay. The Customer
declined a follow-up call

The C'A explained that the call connecied in TTY mode, hut there was no response. The CA
waited 30 seconds thcii sent the greeting again. with still no response from the TTY user. The
CA then attempied io connect in alternative iiodes (VCO. HCO. Voice). The CA raised her
flag ko a supervisor but the caller hung up. which was veritied ai the workstation by the
supervism on duty iit the time of the disconnect. In addition. the CA was counseled to ensure
all procedures were lollowed

On 6 1105 - LKS uas in compliance with the FCC rule thai states 85 perceni olall relay calls
must he answered within ten seconds. (98" of all calls were answered within ten seconds on
this day )

Service Complaints—-CA Hung
10 on Caller

Inguire Date 8/13/0:
Record 1D 6868

Call Taken By Supervisor
CA Number 1190 F
Responded By Sheryl
Response Date 8/13/02
Resolution 8714702

Customer called to report that the CA disconnected the Customer. The Customer stated rhar
the ("A quil responding afler giving tlic CA tlic arra code.

Customer Service apologized for the imconvenience and assured the Cusloiner that tlie matter
would he investigared.

It was determined by the supervisor, who was relaying the call, that the keyboard was not
working properly. The workstation had to be restarted, rexulting in the call being

disconnected.

Customer Service attempled (o return a call 1o the Customer: however. tlie iiumhcr had hcen
teniporarily disconnecled

Service Complaints—-CA Hung
Lip on Caller

Inguire Date 8/15/02

Record 1D 6883

Call Taken By Customer Service
Mur

CA Number 1?2 MT
Responded By Henry

Response Date 8/15/02
Resolurion 8730402

Customer called 10 report that the CA disconnected the person he was calling

Customer Service informed the Customer that the incident would be nvestigated. [ was
determmed there were no calls from this originating telephone number on the day m question.
Reconds from the day betore and the day afier were checked as well. No calls from that
number were tfound

Customer Service contacled the Customer and explained that there were no records. Since the
call was coming from an otfice. there might be several ditferent telephone numbers. He slated
that he would get the numbers for the office and call Customer Service again. The Customer
did non call back.




Service Complaints--C4 Hung
Up on Culler

Inguive Date 9/29/02
Record 1D 7040

Call Tuken By Lead €A
CA Number 1106
Responded By Chriy
Response Date 9/29/02
Resolution 9/29/02

Customer called to report that the CA discnnnscted the voice person and did nor relay the last
message. ar requested

Customer Scnice apologized lo Ilic Customer and explained tliat the CA had accidentally seni
the wrong hot key. The veice person was actually noi disconnected as the CA had indicated.

The Customer's message was lefl as requested.

The Customer was satisified with the information given

Service Complaints--CA Hung
Up on Caller

Inquire Date 12/12/02
Record 1D 7244

Call Taken By Lead CA4
CA Number 1169
Responded By Deborah
Response Date 12/12/02
Resolution 12/12/02

Customer reported that the C'A had disconnected her call after she asked the CA to dial a
number from het speed dial list. She stated that the CA kept asking her to repeat. She asked
llic CA 1o wan but the CA sent "Thank you bye CA XXXX SK" and disconnected.

Customer Sen icc apologized for Ihc inconvenience and assurcd the Customer thai the incident
would be investigated.

llic ('A esplairied thai shc proiiipred tlie user lor another call hut there was no responsc. I'hc

CA sent the proper wm key iind disconnected the call when there was still no response. which
was verthed at tlic workstabon by a supervisor on duty. The CA was couiiseled 10 ensure that
all procedures uric iollowed.

I'lic Axsistani Operalions Manager returned the Customer's call on 12/12/02. The Customer
stated that she has trouble understanding the mechanics ofa VCO call bur will continue io use
the relay  The Customer was offered a home visit but declined. 1he Customer was satisfied
with the information given,

Service Complaints--CA Hung
Up on Culler.

Iuguire Dure 12/27/02
Record |D 7273

Call Taken By

CA Number 1787 M
Responded By Mutrika
Response Date 12/27/02
Resolution 12/29/02

Custemer called 10 report that tlic CA had disconnected him.

The Customer Service Representative apologized lor lic inconvenience and assured the
Customer tliat tlic incidenl would be investigated.

e CA explained that the voice user hung up on tlie caller. The CA sent the proper hot Ley to
inform the user. 'he Customer becaiiic angry and hung up, which was verified at the
warkstation by a supervisor an duly. The CA was counscled to ciisurc that all procedures werc
{ollowed

Service Complaints-—-CA Hung
Up on Caller

Inguire Date 1/3/03
Record ID 7283

Call Taken By Supervisor
CA Mumber 1292
Responded By Donte
Response Date 1/6/03
Resolution 1/7/03

Ihe Customer called 10 report that the CA disconnected after F0 rings and did not wait for the
catlers mxtructions. The Customer sund that the CA apologized for hanging up premaiturely.
The CA redialed and the number was busy.

{he Customer Service Representalive apologized for the inconvemence and informed the
Customer that the CA would be counseled. The Customer did nor request a follow up call

The CA explained that the Customer mstructed him to hang up when there was no answer.
The CA also explained that afier the Customer complained. he redialed the number bul it was

husy. He sid he apologized 10 the Customer,

I'he CA was counseled by a supervisor 1o ensure that all procedures were followed
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Service Complaints—-CA Hung
Lp on Caller

Iaguire Dare 6/4/02
Record ID 6626

Cull Tuken By Lead CA
CA Number 1247F
Responded By Derek
Response Dare 6/4/02
Resolution 6/4/02

Customer called to report that the CA hung up on the Customer.

Customer Service apologized for the inconvenience and advised the Customer that the matrer
would be invesngated. Customer Service otfered a follow up call, which the caller declined,

The CA explained that the call connected in vorce mode, but there was no iesponse. The CA
then attempled 1o conneel in aliemative modes (VCO. HCO. T'1Y) but received no response
from the textuser. The TTY user then hung up. which was verified at the workstation by the
supervisor on duty. In addinon, the CA was counseled (o ensure all procedures were tollowed.

Service Complaints--CA Hung
Up on Caller

Inguive Dare 6711702
Record I 6658

Call Taken By Supervisor
CA Number 1199F
Responded By Fredie
Response Date 6711412
Resolution 6712/02

Customer called ro report that CA hung up on the Customer. The Custonier also reported that
it took too long lor the CA to answer when she initially called into the relay. The Customer
dccliiicd a follow-up call.

The CA explained that Ilie ¢call connected in TTY mode. but there waus no response The CA
waited 3{) scconds then seni ihe greeung again, with still no response from the TTY user The
C'A then altempted to connect inallemalive modes (VCQO. HCO. Voice). The CA rased her
flag for a supervisor but tlie caller hung up. which was verified at the workstation by the
supervisor on duty at thc tme of the disconnect. In addition. tlie CA was counseled to ensure
iill procedures were followed.

Onh 1103  [RS was iii compliance with the FCC rule thal states 85 perceni olall relay calls
must be answered within ien seconds. {98% of all calls were answered wiihin ten seconds on

this day )

Service Complaints--CA Hung
Ly on Caller

Inguire Date 8/13/02
Record 1D 6868

Call Tuken By Supervisor
CA Number 1190 F
Responded By Sheryf
Response Duare 8/13/02
Resoiution 8/14/02

Customer called to report rhat the A disconnected the Customer. The Customen stated that
llic CA quit responding after giving the CA the area code.

Custemer Service apologized for the inconvenience and assured the Customer that the inattci
would he mvestizated.

It was determined by the supervisor. who was relaying the call. that the keyboard was nol
working properly. The workstation had o be resiarted. resulting in the call being
disconnected.

Customer Service attempied o rcturn a call to tlic Customer; however., the number liad been
tempaorardy disconnected.

Service Complaints--CA Hung
Lypon Caller

Inguire Date 8/15/02

Record 1D 6883

Cafl Tuken By Customer Service
AMor

CoA Number 1122 MT
Responded By Henry

Response Date 8/15/02
Resolution 8730402

Customer called w reporl that the CA disconnected the person he was calling.

Cuxtomer Service inlormed the Customer that the incident would be investigated. 1t was
determened there were no calls from this originatmg telephone number on the day in question.
Records from the day hefore and the day atier were checked as well. No calls frem that
number were found.

Customer Service comtacted the Customer and explained that there were no records. Since the
call was connng [rom an office, there might be scveral different telephone numbers. He siated
that he would get the numbers for the office and call Customer Service agam. The Customer
did noucall back.

Louisinna Complaint Repori
June 1, 2002 — May 31, 2003
Page I of ¥



Service Complaints--CA Hung
Up on Caller

Inguire Date 9/29/02
Record 1D 7040

Call Taken By Lead CA
CA Number 1106
Responded By Chris
Response Date 9/29/02
Resolution $/29/02

Customer called 1o repert that the CA disconnected the voice persen and did not relay the lasi
message. as reguested.

Customer Service apologized to the Customer and cxplained that the CA had accidentally sent
the wrong hot key. The voice person was actually not disconnected as the CA had indicated.

The Customer’s message was [cfl as requested.

‘The Customer was satisified with the information gjven.

Service Complaints—-CA4 Hung
Upon Caller

Inguire Date 12/12/02
Record 1D 7244

Cuall Taken By Lead CA
CA Nunther 1169
Responded By Deborah
Response Date 12/12/02
Resedution 12/12/02

Customer reported that the CA had disconnected her call after she asked the CA 1o dial a
number Irom her speed dial list. She stated that the CA kepi asking her to repeat. She asked
the CA 10 wait but the CA seni "Thank you bye CA XXXX SK" and disconnected.

Customer Service apologized lor ihe inconvenience aiid assured the Customer thai the incident
would he investigated.

The CA explained that she prompted the user for another call bur there was no response. The
CA sent the proper hot key and disconnected the call when there was still no response, which
was verified at the workstation hy a supervisor on duly. The CA was counseled 1o ensure that
all procedures were tollowed.

The Assistant Operalions Manager returned the Custoiner's call on 12/12/)2. The Customei
stared that she has trouble undeistanding the mechanics of a VCO call but will continue to use
ilierelay. T'he Customer was oflered a home visit hut declined. The Customer was satisficd
with the information given.

Service Complainis—CA Hung
Up on Caller

Inquire Date 12/27/02
Record 1D 7273

Cufl Tuken By

CA Namber 1187 M
Responded BI' Marrika
Response Date 12/27/02

Reselution  12/29/02

Customer called 10 report that the CA Thad disconnected him

The Customer Service Renresentative apoloeized for the inconvenience and assured the
Custonier that the meident Mould he investigated.

The CA explained that the voice user liung up on the caller. The CA sent the proper hot key io
inform the user. The Customer became angiy and hung up. which was veritficd at the
workstation by a supervison on duty. The CA was counseled to ensure that all procedures were
lollowed

Service Complainis--CA Hung
Up on Caller

Inquire Date 1/5/03
Record 1D 7283

Codl Tuken By Supervisor
Cl Number 1292
Responded By Donre
Response Dare 176703
Resolution 177/03

The Customer called io repott that the CA disconnected after 10 rings and did not wail for the
caller's mstructions. The Customer said that the CA apologized for hanging up prematurcly.
I'he CA redialed and the number was busy.

The Customer Scervice Representative apologized for the inconvenience and mformed the
Customer that the CA would be counseled. The Customer did not request a follow up call.

The CA explained thar the Customer instructed him to hang up when there was no answer.
Fhe CA also explained that alter the Customer complained. he redialed the number but it was
busy. He suid he apologized 1o the Customer.

Fhe CA was counseled by a supervisor to ensure that all procedures were followed.

Louisiang Complaint Report
Junc 1, 2002 — May 31, 2003
Puage 2 of ¥



Service Complainis-—-CA Hung
Up on Caller

Inquire Dare 221703

Record T 74110

Call Tuken By Customer Service
Rep

CA Number 6740F

Responded By Mutrika
Response Date 2/21/03
Resolution 2/22/03

Customer reported that the (‘A was slow replying and disconnected the line

Customer Service apologized Tor llic inconvenience and assured the Cusromer that ihc CA
would be counseled

I'he C'A explained thal the vanee user was noiresponding so she informed the TTY user that
there was no response from Ihe voice person  I'he voice party {inally responded and asked rhe
CA 10 hold.

Tthe CA further explained thal throughout the conversation rhe 1Y user refused 10 want for
llic GA and ¢ventually hung up on tlie voice party. The CA said that she informed rhe voice

patty that the I'TY user was no longer on rhe line and then ended the call.

The CA was counseled by a supervisor to ensurc that all procedures werc followed on this call.

Service Complaints—-CA Typing

Inquire Date 7/29/02
Record ID 6823

Call Tuken By Lead CA
CA Number 118]
Responded By Shwwntell
Response Daie 7/29/02
Resolution 7/29/02

A VC'Ouser was upset hecausc the CA was typmg too fas1 and using question marks. The CA
was unable Lo understand the \nice party.

This was an NE/NI call so thc CA requesred a supervisor to assist with the call. The
superyisor attempied 1o explain the call procedures regarding NE'NI. but the caller was still
upset  The proper procedures were explained io ihe Customer including that the Customer
needs to axk the voice party ro repeal what ihey had said during an NE'NI call as the relay
remams completely invisible.

CA 1181 hax a typing speed of 86 wpm with 96% accuracy

Service Complaints—CA Typing

Inquire Date 12/2/02

Record 1D 7220

Culf Taken By Customer Service
Myr

CA Number 1279 F

Responded By Amy

Response Date 12/2/02
Resolution 12/30/02

The Customer complained that lhe CA had poor Lyping

The Program Manager responded by email 1o the Cusloiner and informed the Cuslomer thal
the CA would he counseled.

The CA was counseled by licr supervisor and will continue 10 be monitored by Quality
Assurance I checking tlie CA's typing scores it was found that thc CA has a a typing speed
of 65 WPM with 95%, accuracy.

Phe Customer was sattshed with the outcome.

Service Complainis—
Ringing/No Answer

Inyuire Date 6/24/02
Record 1D 6721

Call Taken By Lead ¢4
CA Number

Responded By Derch
Response Date 6/24/02
Resolution 6/24/02

Customer called 1o inquire uhy the relay was not answering. The Cusromer stated the relay
number just rang and no one answered.

Customer Senvice apologized and explained 1o ihe C'usiomer rhar the relay wus cxperiencing
high call volumes at that time and suggested thal the C'usromei sray on the line or the nest
available CA  The Customer understood.

On 6:24:02 - LRS was in compliance with the FCC rule that states 83 percent of all relay call:
must be answered within ten scconds. (95% of calls were answered within 10 seconds on this

day.)

Louisiana Complaint Report
June I, 2002 - May 31, 2003
Page 3 0f 9



Service Complaints--
Ringing/No Answer

Inguire Date 8/23/02

Record ID 6Y21

Call Fuken By Customer Service
Repr

C4 Number

Responded By Matrika

Response Date 8/23/02
Resolution 872302

Customer stated he wanted to place a relay call bul the CAs were not answering. The
Customer also stated lie dialed the relay access number at least 3 times but could not get
through 1o a CA.

Customer Service verified the relay access number the caller was dialing and infoimed ilic
caller that tlic relay was experiencing high call volumes and suggesied that the Custamer siay
on the hine for the next available CA.

On X 23 02- 1.RS was 1 conipliance with the FCC rule that states X5 percent olall rclay calls
must be answered within ten sceonds. (95% of calls were answered witliiii {0 seconds on this
dav.)

Service Complaints--
Ringing/No Answer

Inguire Dute 3/29/03
Record ID 7499

Call Tuken By Lead CA
CA Number 1240
Responded By Chiis
Response Date 3/29/03
Resolution 3/29/03

I'lic Customer callcd into the relay and rcccived a recording that said. "pls hold for tlic next
CA". Slic was very upset that she reccived this recording and feels the relay is not doing s
job propeily. Slir was also upset thal upon connecting. the CA asked her to repeet.

Customer Service apologized and explained that tlie relay was experiencing high traliic
volumes at thal nime aiid suggested the Customer stay on the line liir the next available CA
Custamer Service explained that it she hung up. she would losc her place in the call queue.

Ihe Customer declined a follow up call regarding the CA inquiiy and said that she would try
hri call again Tater.

Fhe CA was counscled and explained that he did not hear the last digit ofthe phone number
the Customer wanted io call aiid tlie CA asked licr to please repeat.

On 3 29 03-1.RS was mn compliance with the FCC rule that states XS percent of all relay calls
musi he answered within ten seconds ({89% ofthe calls were answered within 10} seconds on
thix day.)

Technical Complainis--Busy
Signal/Blockage

Inguire Date 6/25/02

Record 1D 6696

Cull Taken By Customer Service
Mor

CA Number

Responded By Amy

Response Date 6/25/02
Resolution 6/25/02

Customer reporied he was unable to access tlic relay TTY line

Customer Service informed the Customer that we were experiencing technicai difficulties and
mstructed the Customer tu call the Louisiana Relay Service Voice nuinber as an alternative
unul all technical diiticultics were resolved.

It was determined that A 1'& T, Hainillon's 800 probider. inadvertently disconnected several of
Hamilton's relay access numbers. All autoinatic rerouling lo another Hamilton cenler was also
disabled by AT&T.

Technical Complaints--Busy
Signal/Blockage

Inyuire Date 0/25/402

Record 1D 6697

Call Taken By Customer Service
Mpr

Cot Number

Responded By Amy

Response Date 6/25/02
Resolution 6/25/402

Customer reported he was unable to access the relay TTY hne.

Customer Service mformed the Customer thal we were experiencing lechnical difficulties and

instructed the Customer 1o call the Louisiana Relay Service Voice number as an alternatrve
unti] all techmical ditficulties were resolved.

[ was deternuined that AT&T, Flamilion™s 800 provider, inadvertently disconnected several of
Hamilton's relay access numbers. All automatic rerouting to another 1tamilton center was also
disubled by AT&T.

Louisiana Complaint Report
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Technical Complaints--Busy
Signal/Blockage

Inguire Date 6/25/02

Record ID 6708

Cull Taken By Customer Sevviee
Rep

CA Number

Responded By Deborah
Response Dare 6725702
Resolution 6/25/02

Customer reported he was unable to access the relay TTY line.

Customer Service informed the Customer that we were experiencing lechnical difficulties and
strucled the Customer o call the Louisiana Relay Service Voice number as an allernative
untul all techmeal difficulties were resolved.

It was determined thar AT&T. Hamilion™s 800 provider, inadvertently disconnected several of
Hamilion's relay access numbers. All automatic rerouting to another Hamillon center was also
disabled by AT&T

Technical Complainis--Busy
Signal/Blockage

Inquirc Pate 6/30/42

Record ID 6710

Call Taken By Customer Service
"‘t“r!l

C4 Number

Responded By Deborah
Response Date 6/25/02
Resolution 6/25/02

Customer reporied he was uiiahlc to access the relay TTY line

Customer Service informed the Customer that we were experiencing technical ditficulues and
nstructed the Custemer to call the Louisiaiia Relay Service Voice number as an alternative
until all technical difficulties were resolved.

It was delermined thai ATXT. Hamillon's 800 provider. inadvertently disconnected several o f
Hamilton’s relay access iivinbeis. All automatic rerouling to another Hamilton center was also
disabled by AT&T.

Technical Complaints--Busy
Signal/Blockuage

Inquire MDute 6/25/02

Record 1D 6711

Cull Taken By Customer Service
Rep

CA Number

Responded By Dehorah
Response Date 6/25/02
Resolution 6/25/02

Custemer reported he was uiiahle to aceess the relay TTY line.

Customer Service inlormed the Customer that we were experiencing technical difficulues and
nstructed the Customer to ciill the Louisiana Relay Sc¢rvice Voice number as an alternative
untiliilltechnecal difficultics werce resolved.

[t was derermined that A L& 1. Hamillon's 800 provider. inadverteiitly disconnected several of
Hamilton’s relay access numbers. All autoinaric rerouting lo another Hamilton center was also
disabled by AT& T

Technical Complaints—Busy
Signal/Blockage

Inguire Dare 6/25/02

Record 1D 6712

Call Tuken By Custonrer Service
Rep

CA Number

Responded By Peboralt
Response Date 6/25/02
Resolution 6/25/02

Customer reported he was unable 1o access the relay TTY line.

Customer Service informed the Customer that we were experiencing tcclinical difticulties and
instructed the Customer to call the Louisiana Relay Service Voice number as an allernative
until all technical difficullies were resolved.

It was determincd that AT& T, Hamilton’s R00 provider, inadvertendy disconnecled several of
Iamilton’s relay access numbers  All autematic rerouling to another Hamilton center was also
disabled by AT&T

Louisiana Complaint Report
June I, 2002 - May 31, 2003
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Technical Complainty-—-Busy
Sigual/Blockage

Inquire Dare 6/25/02

Record 1D 6713

Call Taken By Customer Service
Rep

CA Number

Responded By Deborih
Response Date 6/25/02
Resolution 6/25/02

Customer reporied he was uiiable 1o access the relay TTY line.

Customer Service informed the Customer that we were experiencmg technical difticulries and
instructed the Customer 1o ¢all ilic Louisiana Relay Servicc Voice number as an alternative
uniil iill technucal difficultics werce resolved.

It was determined that AT& 1. Hamilton's X00 provider. inadvertently discennected s sveral of
Hamilton’s relay access iiuinbers. All autoinatic rerouting to another Hamilton center was also
disabled B AT& |

Technical Complarnis-—-Busy
Signal/Blockage

Inquire Pate 6/25/02

Record ID 6715

Call Taken By Customer Service
Rep

CA Number

Responded By Cara

Response Date 6/25/02
Resolunion 6/25/02

Customer reported lic was uiiable to access the relay TTY line.

Customer Service intormed lhe Customer that we were experirnciny technical difficultics and
instructed the Customer to call the Louistana Relay Service Voice number as an alternative
until all technical difficulties were resolved.

It was determined that AT& T, Hamilion’s 800 provider, inadvertently disconnected several of
Hamilion’s relay aceess numbers. All automatic rerouting to another Hamilton center was also
dizabled by AT&T.

Fechnical Complainis--Busy
Signal/Blockage

Inguire Date 6/25/12

Record ID 6716

Cafl Taken By Customer Service
Rep

C4 Number

Responded By Cara

Response Date 6/23/02
Resolution 6/25/02

Custemer called on behalf of a family incmber. 'I'nc lamily member was unable to access the
velay TTY line

The Customer Service Manager informed the Customer that we were experiencing technical
ditticultics and instructed the Customer to call the Louisiana Relay Service Voice nuinher as
an alternative until all technical difficulties were resolved.

It was determined that A L& T, Hamilion's 800 provider. inadvertently disconnected scveral of
Hamilton's relay access numbcis. All aulomatic rerouting to another Hamilton center was also
disabled by AT& 1. 'I'lic caller understood.

Technical Complaints-. Busy
Signal/Blockage

Inguire Duate 6725/02

Record 1D 6717

Call Tuken By Customoer Service
Rep

CA Number

Responded By Cara

Response Dare 6/23/02
Resolution 6/25/02

Customer reported he was unable to access the relay TTY line.

Custemer Service informed the Customer thal we were experiencing technical difficulties and
instructed the Customer 1o call the Louisiana Kelay Service Voice number as an &lternarive
until all technical difficulties were resolved.

It was determined that AT& 1. Hamilion’s 800 provider, inadvertently disconnected several of
Hamtlion’s relay access numbers. All automatic rerouting to another Hamilton center was also
disabled by AT&T.

Louisiana Complaint Report
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FTechnical Complaints--Busy
Signal/Blockage

Inquire Date 6/23/02

Record 1D 6718

Call Taken By Customer Service
Rep

C4 Number

Responded By Cura

Response Date 6/25/02
Rosolution 6/25/02

Customer reporied he uas unable to access llie rclay TTY line.

Customer Service informed ilie Customer that we were experiencing technical difticuliies and
mstructed the Customer to call the 1ouisiaiia Relay Service Voice number as an allemative
until iill technical difficulues were resolved.

It was determined that AT& I'. Hamilton's 800 provider. inadvertently disconnected several of
Hamilton’s relay uccess nunibers. All automatic rerouling to another Hamilton center was also
di<abled by AT&T.

Technical Complainis--Busy
Signal/Blockage

Inquirc f}ate 6/25/02

Record 1D 6-19

Cull Taken By Customer Service
Rep

CA Number

Responded By Cara

Response Date 6/25/02
Resolution 6/25/02

Customer repot-red lie was unable to access the relay TTY line.

Customer Serviee informed the Custonier ihai we were experieiiciny rechnical difficulties and
instructed the Customer 1o ciill tlic Louisiana Relay Service Voice number as an allemalive
unlil all technical difficulties were resolved.

It was deternmnined that AT&T. Hamillon's 800 provider. inadvertently disconnected several of
Humilton s relay access numbers. All automatic rerouting to anorher Hamilton center was also
disubled by AT&T.

Technical Complaints—-Busy
Signal/Blockage

Inquire Dare 6/25/02

Record 1D 6720

Cull Tuken By Customer Service
Rep

CA Number

Responded By Caru

Response Date 6/25/02
Resolution 6/25/02

Customer reported he was unable to access the relay TTY line

Customer Service informed the Customer that we were experiencing technical difticulties and
instructed the Customer to call rhe | ouisiana Relay Service Voicc nuinher as an alternative
until all iechnical difficulties were resolved.

1t was determined thar AT& |, Hamihon'™s ROO provider, inadvertently disconiiccted several of
Hamillon’s relay access numbers. All automatic rerouting to another Hamilron center was also
disabled by 4 T& |

Technical Complaints--Line
Pisconnected

Inguire Dare 1/22/03

Record 1D 7322

Call Taken By Customer Service
Rep

CA Number 1141

Responded By Matrika
Response Date 1/22/03
Resolution 1/23/03

The Customer reported that ilic CA hung up on her

Customer Service ¢ pologized for the inconvenience and assured her the incident would be
investigated  Customer Service also asked the Customer 1f hefshe mould like a retuni ciill.
The Customer hung tip belore giviiig any contact infomiation.

['he CA explained that the system logged her out automatically during the call. The incident

[t was determmed hy tlic Techmcal Department that one ofthe telecommunication facilities

was disabled e cireun was up within six minutes. All calls were automatically rerouted 10
another cenier
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Technical Complaints--Line
Disconnected

Inquire Date 1/22/03
Record ID 7324

Call Taken By Supervisor
CA Number 1196 M
Responded By Frederika
Response Dare 1/22/03
Resolution 1/23/03

llic Customer reporled that llic CA hung up on lier

Custemer service apologized for the inconvenience and assured hcithe incident would br
myvestigated. Customer Service also asked the Customer if he/she would like a rewun call.
wlnch the Customer declined.

The CA explained that the system logged her out sutomatically during tlie call. The incident
was documented properly and ilic technical department was notified immediaiely.

I was determined by the Technical Department that one of the telecommunication facilities
was disabled. Tlie circuit was up within six mwmutes. All calls were automatically rerouted lo
ancther center

Technical Complaint--Line
Disconnecred

Inquire Pare 3/2/43
Record ID 7431

Cull Taken By Lead CA
CA Number 1166
Responded By Derek
Response Date 3/2/03
Resolurion 3/5/03

I ic Customer reported that when she called into the relay the CA asked her t0 repeat the
number she wanted to call. The CA then typed. "CA here hello arc you there CA". When she
was giving the CA the nuinber llie second time. she heard a beeping in the phonc. The
Cuxtamer inquired why tlie CA could not hear licr.

Customer Serviee apologized to the caller and assured her the incident would hc investigaied.
It was determined by the Technical Department that the Customer had disconnected the line.

Tlie CA had followed correct procedures.

Customer Service called the Customer back. who was satislied with tlie information given.

Technical Complaints--Line
Disconnecred

Inguire Date 3/8/03
Record 1D 7450

Call Tuken By Lead €A
CA Number

Responded By Jenna
Response Dare 3/8/03
Resolution 3/8/03

Customer reporled that the CA stopped responding during his call.
Customer Service informed the Customer that there had been technical problems at the
workstation iind apologized for the inconvenience. The Custonier was satisified with the

formation given and stated he weuld call back into ilie relay to place his call again.

The 1ead CA who ussisted with the call explained that she was called over to the workstation
because the keyboard was not uorking properly. The workslation had to be restarted.

The CA was counseted by a supervisor to ensure that all procedures were followed

Technical Complainis—Line
Divconnected

Inguire Date 1720/03
Record 1D 7332

Call Tuken By Supervisor
CA Number 110}
Responded By Fredie
Response Date 1726703
Resolution 1/27/03

Iic Customer stated she placed a call to her daughter. During the call the CA stopped
responding  The Customer waited and asked the CA what was going on hut the CA kept
«ayme hello Then. the call went dead.

The ("A was counseled and explained that she was having technical difficultes at licr
workstation  In ihe middle of the call she could no longer hear the voice user. Slic informed

[lie TI'Y user that she was having difficulties and thai the Customer would have to call hei
hack A super! isor assisicd with the call. restarted her workstation and checked the CA’s

headsct to ensure tliat it was iiot damaged.

Customer Seryice returned tlic Customer's call. Thc Customer appreciated the call and said
she would call again ifshe had uddinonal difticuliies.

Fhe CA was counseled hy a supervisor 10 ensure thar all procedutes were followed
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Technical Complainis—Egual Customer reporled that long distance calls had been charged to lis number. which appeared on

4ecess s telephone bill. He swated lic docs not have a long distance carrier and did not make any
long distance calls  Ilic Customer stated that a CA used his long distance "illrgally™.

Inquire Date 3/17/03

Record 1D 7470 Customer Scrvice apologized and informed the C'ustomer that the matter would he

Call Tuken By Customer Service investigated. Customer Service asked him to fax or mail a copy of his phonc hills  He sent a
Rep copy of liir bills io the Customer Scnice Department. A chech of his Customer Profile

CA Number 1232 revealed thal he had requusted 1o have his long distance carricr removed from hus profile, but
Responded By Matrika that he lied not requesied a long distance block. The CA was nut ai error. His long distance
Response Date 3/17/03 carrer was re-entered into the profile with restrictions on long distance calls as requested. I'nc
Resolution 3728703 Customer was given a credit of 23 cents
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